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In order to study the behavior of employees during the crisis, the present study was conducted
with the aim of providing a model of human resource resilience in the banking industry during
the Covid 19 period, which was done using qualitative and quantitative methods in a mixed
approach. This research is exploratory-descriptive based on the method of data collection and
nature and development-applied in terms of purpose. Participants in the qualitative section
were 14 experts in the field of management and banking industry who were selected based on
a purposeful method and they were interviewed semi-structured. In the quantitative part, data
were collected using a questionnaire from 196 managers and employees of Mellat Bank in
Alborz province who were randomly selected. In order to present the qualitative model, the
grounded theory and MAXQDA software were used, and to validate the model, the structural
equation modeling method and SMART PLS software was used. The results of open and axial
coding led to the extraction of 4 categories (individual and personality, infrastructure and
technology, social and cultural, political and legal factors), 9 sub-categories, and 33 indicators.
The findings of the quantitative section showed that 28 out of 33 indicators are statistically
confirmed and all four identified factors have a positive and significant impact on the human
resource resilience of Mellat Bank in the Covid-19 era. Comparison of coefficients of
determination also showed that individual and personality, infrastructure and technology,
social and cultural, and political and legal factors had the greatest impact on the resilience of
bank’s human resources, respectively. The results of this study allow bank managers to have
an integrated plan to improve the existing conditions to deal with crises and accidents in order
to increase these factors in their organization, by identifying the basic points dimensions, and
components of human resilience.
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Extended abstract sudden outbreak of the disease from China to

more than 30 countries has been a great shock to
1. Introduction the international community, especially to
The challenge that has hit communities hard in businesses around the world. Facing the
the last two years has been the Covid Crisis.The economic crisis caused by Covid 19, many large
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companies and economic organizations have
faced many challenges.

One of the most important components of the
country's economy that determines the growth or
Depression of the economic structure with its
activities is the banking system, so banks have a
decisive role in the circulation of money and
wealth in society and from a position of They
have a special place in the country's economy. To
this end, banks need to strengthen their resilience
so that crises and pressures do not prevent them
from continuing their operations (Berglund &
Mékinen, 2019).

Resilience means the ability and capacity to deal
with and adapt societies to disorders. This
disorder includes many forms such as crises,
accidents and shocks (Bastaminia, Rezaie &
Saraie, 2016). The resilience approach seeks to
identify relevant protocols and, by understanding
knowledge and complex social communication,
make it possible to manage crisis situations
(Ashantha, Saia, Melissa & Ziyath, 2020). One of
the most important factors in the psychology and
management of the organization is to study the
resilience of human resources. Resilience, as a
popular field, studies and discovers individual
and interpersonal competencies and leads to
progress and resistance in difficult situations
(Richardson, 2002). The importance of human
resource resilience in banks has become more
pronounced in recent years, and over the past 20
years, the study in this area has increased
significantly (Rehman, Mata, Martins, Mariam,
Rita & Correia, 2021). Managers and human
resources in banks have an important and serious
role in crisis management, design of
telecommuting infrastructure, development of
new methods of service operation and
psychological rehabilitation of employees.
Employees also need to be more diligent in
maintaining and promoting a healthy workplace
and designing innovative models for business
continuity (Khajehpour, Farsijani &

Sedaghatparast, 2019). Given the importance and
necessity of this topic, this study seeks to provide
a model for resilience of human resources in the
banking industry in order to use it to identify the
characteristics of successful employees who
withstand crises. Accordingly, the main question
of the research is what is the pattern of human
resource resilience in banking industry in the
Covid 19 crisis era?

2. Research Methods

The present study is a mixed (qualitative-
quantitative) research in terms of type. In terms
of data collection, it is an exploratory-descriptive
research and in terms of research purpose, it is a
developmental-applied research. In order to
determine the statistical sample in the qualitative
analysis section of the research, purposive
sampling method has been used. For the
interview, 14 managers and experts in the field of
management and banking industry of Mellat
Bank in Alborz province were selected. Fourteen
semi-structured interviews were conducted, and
from interview 11 onwards, there was a repetition
in the information received, but to be sure, the
interviews continued with the other three. Data
from the interviews were analyzed using
grounded theory and MAXQDA software. The
statistical population of the quantitative section
was all the employees of Bank Mellat in Alborz
province. The sample size at this stage was
randomly selected based on Cochran's formula to
196 people. Structural equation model with
partial least squares method and SMART-PLS
software were used to confirm the model.

3.Results

The results showed that all four identified factors
have a significant effect on the resilience of
banks' human resources in Mellat Bank.
Individual and personality factors, infrastructure
and technology factors, social and cultural factors
and political and legal factors, respectively, have
had the greatest impact on the resilience of the
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bank’s human resources. In addition, the results
indicate that the components of political
conditions,  organizational  problems and
organizational issues had the highest rate of
explanation of human resource resilience,
respectively.

Also, family issues, absentee services, dedication
and attraction, interpersonal relationships,
individual ability and personality traits were in
the next ranks of importance.

4. Conclusion

In explaining these results, it can be said that the
basic themes in social and cultural factors,
individual and personality factors, and especially
infrastructure and technology factors are specific
to the employees working in the bank, and the
basic themes in political and legal factors are
almost general. Based on this, it is suggested that
bank  managers control bank liquidity
management, manage bank capital and attract
new banking resources, optimize arrears
management using up-to-date technologies and
customer accreditation, and optimize risk
management by considering the risk of activities,
optimally manage the bank's financial sector to
increase the bank's ability to cope with critical
situations.
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Variables Frequency Frequency %
Gender Male 10 71.43
Female 4 28.57
Work Experience 15-20 5 35.71
20-25 8 57.14
More than 25 1 7.14
Age 30-40 1 7.14
40-50 12 85.72
More than 50 1 7.14
Education BS 1 7.14
MSc 10 71.43
P.H.D 3 21.43
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Variables Frequency Frequency %
Male 97 49.5

Gender Female 99 50.5
Work Experience Less than 5 25 12.8
5-10 25 12.8

10-15 25 12.8

More than 15 121 61.6

Age 20-30 19 9.7
30-40 125 63.8

40-50 52 26.5

Education  Associate Degree 13 6.6
BS 118 60.2

MSc 59 30.1

P.H.D 6 31
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A i S ) IPTL 332 1.282 0.300 000c
ik Gty ina IPT2  3.44 1.208 0.290 000¢
s a3 age (slapans 351 IPT3  3.39 1.250 0.326 000c
bl J S 55 5 onal i GAUe e 53 358 Cnils Jsies  IPTA 3.38 1.224 0.256 000¢
Jiloss U 3 353 Sl 55 ) (5l isalal 5 (35s S ssel IPVI1 333 1.026 0.232 000¢
S Bme 5 245 e IS 5 e IPVI2 336 0.948 0.239 000¢
35 a5 B 5 S a5 IPVI3  3.26 1.047 0.194 000¢
S s el L sl s o0 IPVIL 3.9 1.164 0.227 000¢
i U 3 sl 5 e o) 3535 IPVI2 326 1.089 0.212 000¢
s e IPVI3 336 0.948 0.239 000¢
et S 5 S IPVI4 317 1.131 0.203 000c
ORSOHIS Calida sla i s da g 5 Jadd 0 3 g dladaa s dlal IPVI5  3.50 0.820 0.285 .000c
Sl e 3 3£ S 3l culiny L dlad IPVI6  3.26 1.153 0.210 000¢
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Indicators  Factor Loading T-value Indicators Factor Loading T-value
IPT1 0.921081 3.027404 PLS1 1.000000 13.329527
IPT2 0.920483 2.112801 PLM1 1.000000 15.295144
IPT3 0.906960  2.509901 SCM1 0.948684  45.099204
IPT4 0.885413  2.863478 SCM2 0.862281 44.373427

SFK1 0.902001 18.624829 SFM1 0.937469 38.008529
SFK2 0.793157 11.337602 SFM2 0.895161 21.505370
SFK3 0.792419 2.966243 IPVI1 0.871608 17.049076
SFK5 0.705568 5.148792 IPVI2 0.915592  32.755170
SFK7 0.870937 21.317825 IPVI4 0.874342  22.333027
SFK8 0.757794  5.442293 IPVI6 0.911703 31.638799
SCR1 0.899434  2.581676 1PVJ1 0.917480  3.215559
SCR2 0.748541 3.158968 IPVJ2 0.722746 2.295334
SCR3 0.709144 3.187931 IPVJ3 0.834597 2.575975
SCR4 0.933534  3.272808

SCR5 0.922911  2.818127
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CA 5 CR (AVE Vdsa

CA CR AVE
Sy el dole 07511 0.7987  0.5398
add 5538 dalse 0.862 0.863 0.5114
GOt s eal nydalse 08891 0.7728  0.6297
S8 5 b il 2 0.8254 0.879 0.7842
Gopas e Glexd 0.8945 0.9172 0.6502

SR gils Jila 0.7936 0.9019 0.8217
el Jile 0.8123 0.913 0.84
el VIS 1 1 1
G ol sy 0.9013 0.9266 0.719
(ol Jayl 1 1 1
A8 5 0.9302 0.9498 0.8255
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CA CR AVE
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GaBad slh Agah gl malid 4 Jgea

Hypothesis t-value  Path coefficient Result
H1: Individual and personality factors — Human Resources Resilience 3.235 0.579 Supported
H2: Political and legal factors — Human Resources Resilience 2.540 0.230 Supported
H3: Infrastructure and technology factors — Human Resources Resilience  3.693 0.395 Supported
H4: Social and cultural factors — Human Resources Resilience 1.980 0.264 Supported
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